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DETAILED ACTION 

This Office action is a first action on tlie merits of this application. Claims 1-23 
are presented for examination. 

Claim Rejections - 35 USC § 102 

The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 
A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351 (a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 

1. Claims 1-3. 5. 7-11, 13-15, 17-19, 22, and 23 are rejected under 35 
U.S.C. 102(e) as being anticipated by Spencer (U.S. Patent Application No. 
2001/0040892). 

In considering claim 1 , Spencer discloses an apparatus ("user device") for 
communicating to customer service representatives in real-time ("customer service 
system," ^ 17), comprising: 

A communication interface configured to establish a real-time communication 
session with a remote communication device (H 24, wherein the user device inherently 
has a network interface for connecting to the network); 

An input interface configured to receive a request for contacting a customer 
service representative (1| 24, "interfaces that may be a physical service button on user 
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devices 60 or an icon on a screen"), said input interface is further configured to receive 
input data from a user of said apparatus during said established communication session 
(H 39-1140, wherein the enters input into the user interface regarding whether the 
customer service center should implement changes on the user device); and 

Logic configured to transmit, to said communication interface and in response to 
said request, a command signal instructing said communication interface to establish 
said real-time communication session (If 24, U 31, describing the user instructing the 
device to establish a session), and logic further configured to transmit, during said real- 
time communication session, said input data to said remote communication device via 
the communication interface (H 39-l|40). 

In considering claim 3, Spencer further discloses that said logic is configured to 
retrieve predefined contact information from memory within said apparatus in response 
to said request, said contact information sufficient for enabling said communication 
interface to establish said communication session with said remote communication 
device, said logic configured to provide said contact information to said communication 
interface in response to said request, wherein said communication interface is 
configured to utilize said contact information to establish said communication session 
(IJI 9-1120, wherein the contact information of the device, such as phone number, ISP 
account number, name, and password, is sent from the apparatus through the 
communication interface to the remote device to allow communications between the 
apparatus and the remote device). 
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In considering claim 5. Spencer further discloses that the logic is further 
configured to transmit a product identifier to a routing device via said communication 
interface (H 21, wherein the user can click on a Schwap or Visa icon, which transmits an 
identifier of those products (i.e. a URL or other Internet address) to the network, wherein 
it will necessarily pass through a routing device on its way to its destination). 

In considering claim 7, Spencer further discloses that said logic is further 
configured to retrieve data from memory within said apparatus and to transmit said 
retrieved data to said remote communication device via said communication interface 
during said real-time communication session, said retrieved data indicative of an 
operational state of said apparatus, wherein said remote communication device is 
configured to interface said retrieved data with said customer service representative 
thereby assisting said customer service representative to diagnose said operational 
problem based on said retrieved data 36-l|38). 

In considering claim 8, Spencer further discloses that said logic is configured to 
transmit said retrieved data to said remote communication device in response to a 
request transmitted from said remote communication device (1|36. wherein the customer 
service center reads the user device's state information). 
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In considering claim 9, Spencer further discloses that the logic is configured to 
change said operational state based on commands received from the remote 
communication device (H 39-l|40). 

In considering claim 10, Spencer discloses a method comprising the steps of: 
providing an electric apparatus ("user device"), said electric apparatus configured 
to perform a primary function, said primary function other than enabling communication 
between said electric apparatus and remote communication devices (i.e. the device is a 
computer, which performs various functions besides connecting to the internet); 

detecting, at said electric apparatus, a request for contacting a customer service 
representative, and establishing a real-time communication session between said 
electric apparatus and a remote communication device in response to said detecting 
step (11 24); and 

enabling a customer service representative at said remote communication device 
to diagnose an operational problem associated with said electric apparatus by 
transmitting data indicative of said operational problem from said electric apparatus to 
said remote communication device during said real-time communication session (H 36- 
1140). 

In considering claim 2, 1 1 and 19, Spencer further discloses that the user can 
send voice data to further resolve problems (1| 28, H 41 , describing that a user can use a 
telephone to converse with a customer service agent about the user device's problems). 
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In considering claims 13-15, claims 13-15 contain no further limitations over 
respective claims 7-9, and are thus rejected for the same reasons. 

In considering claim 17. Spencer further discloses diagnosing the operational 
problem based on the retrieved data and the data indicative of the operational problem 
(P5-1I37). 

In considering claim 18, Spencer discloses a method, comprising the steps of 
providing an electric apparatus, said electric apparatus configured to perform at least 
one non-telephonic function ("user device," wherein the device is a computer, which 
performs various functions besides connecting to the internet); 

detecting a request for contacting a customer service representative, and 
establishing a real-time communication session between said electric apparatus and a 
remote communication device in response to said detecting step (H 24); 

inputting data to said electric apparatus during said communication session 
(1139); and 

transmitting said input data to said remote communication device during said 
communication session, thereby assisting a customer service representative at said 
remote communication device to diagnose, based on said input data, an operational 
problem associated with said electric apparatus in performing said non-telephonic 
function 39-l|40). 
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Claims 22-23 contain the same limitations as respective claims 7 and 9, and are 
therefore rejected for the same reasons. 

Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which fomns the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

2. Claims 4, 12. 16, and 20 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Spencer, in view of Stovall (U.S. Patent No. 6,192,050). 

In considering claims 4 and 20, although the system taught by Spencer discloses 
substantial features of the claimed invention, it fails to disclose that the apparatus 
further comprises a lens and a conversion mechanism to convert light received by said 
lens into digital data. Nonetheless, including such a lens on a user computer that 
connects to a customer service center is well known, as evidenced by Stovall. In a 
similar art, Stovall discloses a system for allowing users of PCs, PDAs and other user 
computer devices to contact a customer service center that can diagnose the user 
computer and make changes to its configuration (col. 4, lines 2-10, 30-41), wherein the 
user device includes a video camera (col. 4, lines 21-22). Given this teaching, a person 
having ordinary skill in the art would have readily recognized the desirability and 
advantages of including a video camera in the customer service system taught by 
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Spencer, so that the customer service representative is able to see exactly what may be 
wrong with the user's computer and can thereby fix any problems more efficiently (see 
Stovall. col. 4, lines 30-33). Thus, it would have been obvious to include a camera 
device, as taught by Stovall, on the user device taught by Spencer. 

In considering claim 12, as described with regard to claim 4, Stovall discloses an 
electric apparatus for connecting to a customer service center, wherein the apparatus 
includes a lens that can capture an image (col. 4, lines 21-22). Again, it would have 
been obvious to include a video camera in the customer service system taught by 
Spencer, so that the customer service representative is able to see exactly what may be 
wrong with the user's computer and can thereby fix any problems more efficiently (see 
Stovall, col. 4, lines 30-33). 

In considering claim 16, again Stovall discloses displaying an image of the 
retrieved data via the remote device (col. 4, lines 13-33). It would have been obvious to 
allow displaying of an image of the retrieved data, as taught by Stovall, in the system 
taught by Spencer, so that the customer service representative is able to see exactly 
what may be wrong with the user's computer and can thereby fix any problems more 
efficiently (see Stovall, col. 4, lines 30-33). 

3. Claims 6 and 21 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Spencer, in view of Bala (U.S. Patent No. 6,798.876). 
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In considering claims 6 and 21 , although the system taught by Spencer teaches 
substantial features of the claimed invention, it fails to disclose that the routing device 
can select which remote communication device (i.e. which customer service 
representative) to use to communicate with the communication interface based on a 
product identifier. Nonetheless, selecting, at a routing device, which customer service 
station to route a customer service request to is well known, as evidenced by Bala. In a 
similar art, Bala discloses a system allowing users to contact customer service for 
problems related to a particular product, wherein a particular customer service station is 
selected by a routing device according to the product identified in the service request 
(col. 4, lines 1-25; Fig, 2). Given this teaching, a person having ordinary skill in the art 
would have readily recognized the desirability and advantages of using the routing 
system taught by Bala to route the customer service requests in the system taught by 
Spencer, because it is more efficient to have customer service representatives 
specialize in particular products than to have each representative learn about every 
product in the system. Therefore, it would have been obvious to route the requests in 
the system taught by Spencer to the remote communication devices according to a 
product identifier in the request, as taught by Bala. 

Conclusion 

The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. 
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Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Bradley Edelman whose telephone number is 703-306- 
3041 . The examiner can normally be reached from 9 a.m. to 5 p.m. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Glen Burgess can be reached on 703-305-4792. The fax phone number for 
the organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (BBC) at 866-217-9197 (toll-free). 
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